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PINEAPPLE  
UPSIDE DOWN 
isn’t just a cake... 



1. The Ingredients
2. The Recipe
3. Preheat Oven
4. Bake for 1 Hour
5. Let Cool
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How to turn your library system  
UPSIDE DOWN ... 

and come out ON TOP! 



1.
THE INGREDIENTS
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Community

Library 
SystemStaff

Circumstances

Opportunities
Challenges
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9,200+
Active users

94,000+
In person visits

4 
Branches serving a township population 27,000+
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Evolving Services
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In 2016…. 
◆ Growing/changing community
◆ Logistics of 4 branch system
◆ Lean organization
◆ Long serving front-line staff 
◆ Growth of digital services, non-traditional 

collection and community outreach
◆ Central branch about to close for expansion



CONCERNS
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2.
THE RECIPE
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1. System Approach

2. Excellent Customer 
Service

3. Optimize Scheduling

4. Eliminate band-aid 
approaches
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- Eliminate silo approach

- Supervision

- Review/amend processes

- Training

- Rein in expectations vs 

accommodations

- Scheduling: coverage model 

and tools



3.
PREHEAT OVEN
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Timeline - preparation
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Strat 
Plan

Service 
& Org 

Review

g Review

4 Year 
Budget

BSC 
Job 

Scheduling 
Software 
Acquired

Scheduling 
Software 

Implemented

New coverage 
approach 
developed

New coverage 
approach 
developed



Before Branch Services Coordinator
○  Strategic Plan
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Before Branch Services Coordinator
○ Strategic Plan
○ 2016 Service & Organization Review
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Before Branch Services Coordinator
○ Strategic Plan
○ 2016 Service & Organization Review
○ Attrition not filled 
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Before Branch Services Coordinator
○ Strategic Plan
○ 2016 Service & Organization Review
○ Attrition not filled 
○ Staff Development Day - the Bus Trip
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Before Branch Services Coordinator
○ 2013 - 2016 Strategic Plan
○ 2016 Service & Organization Review
○ Attrition not filled 
○ Staff Development Day - the Bus Trip
○ Sourced cloud-based scheduling 

software
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Before Branch Services Coordinator
○ Strategic Plan
○ 2016 Service & Organization Review
○ Attrition not filled 
○ Staff Development Day - the Bus Trip
○ Sourced cloud-based scheduling software   
○ Branch Service Coordinator 
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After Branch Services Coordinator

○ Implement scheduling software
○ Development - new coverage model
● Min 4 hr, average 5 hour
● Multiple branch coverage all staff

○ Surveyed staff for new shift rotations
○ Several circulation procedural changes
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SCHEDULING
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MORE SCHEDULING



Staff Survey Results
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Launched February 4, 2019

HAPPY ANNIVERSARY!
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From this...
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...to this.



4.
BAKE FOR 1 HOUR
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Nailed it



What did it look like?

○ Adapting to schedule
○ Strong patron feedback
○ Staff frustrated with inconsistencies
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How did it taste?

○ New staff
○ Branch wide services recognized
○ More programs & services offered
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Source: Okpalad, based on 
Tuckman and Jensen (1977)
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“
All great changes are 
preceded by chaos.

Deepak Chopra
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Onboard 
new 

technology 
& process

Build a new 
library

Hire more 
people

Hire a BSC

Change 
schedule & 
rotate staff

Build a new 
strategic 

plan

Get budget 
approved

Consultation & 
Org Review



5.
LET COOL
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THIS IS A SLIDE TITLE

○ Was it wise to try and fix a local problem with a universal 
solution?

○ Were we aware of the (deep seated) history and expectations 
of the impacted groups, especially the patrons?
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What worked well...
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and not so well.



What we now know!
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YOUR TURN
Q&A
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THANKS!
Any questions?

You can find us @KingLibraries & kinglibrary.ca
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